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ABSTRACT 
The main purpose of this study is to identify the detenninants factors of the 
organizational citizenship behavior in the service seetor among Telekom Malaysia 
Kedah and Perl is employees. This study will detennine the factors that affect attitudes 
of workers in the organization in providing services beyond their core responsibilities. 
Organizational citizenship behavior is a very important topic to be discussed as most 
of the employees whether in the government or private sector have been widely used 
it for task that beyond their responsibilities. The behavior of organizational citizenship 
in the services sector is a very important issues due to high demand in fulfill customer 
satisfaction. Every employees that are involved in the service sector needs to perfonn 
additional tasks beyond what is specified in the contract. Expected factors such as job 
satisfaction, motivation, job-related knowledge, organizational support, and 
organizational justice are essential to understand as all of these factors will affect the 
behavior of employees when perfonning services to the organization. In this study, 
data was collected through a quesionnaire survey from 254 respondents using simple 
random sampling method. The results suggested that job satisfaction, motivation, job-
related knowledge, organization support, and organization justice had a significant 
relationship with service-oriented OCB. In addition, it was found that job-related 
knowledge is the most influential factor that contribute to service-oriented 
organizational citizenship behavior. In conclusion, organization should detennine 
ways to increase employees' service-oriented OCB so that they deliver excellent 
services. 
Keywords: Service-orien/ed Organizational Citizenship Behavior, Job Sa//s.faclion, 
Motiva//on, Job-related Knowledge, Organizational Support, and Organizalional 
Justice 
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ABSTRAK 
Tujuan utama kajian ini adalah untuk mengenalpasti faktor penentu kepada 
tingkahlaku kewarganegaraan organisasi dalam sektor perkhidmatan dikalangan 
pekerja Telekom Malaysia Kedah dan Perlis. Kajian ini akan menentukan faktor yang 
mempengaruhi sikap pekerja di organisasi ini dalam memberikan perkhimatan diluar 
tanggungjawab utama mereka. Tingkahlaku kewarganegaraan organisasi adalah topik 
yang amat penting untuk dibincangkan kerana kebanyakan pekerja samada di dalam 
sektor kerajaan atau swasta telah banyak digunakan untuk melaksanakan tugas diluar 
tanggungjawab mereka. Tingkahlaku kewarganegaraan organisasi dalam sektor 
perkhidmatan merupakan isu yang sangat penting disebabkan oleh permintaan yang 
tinggi dalam kepuasan pelanggan. Setiap pekerja yang terlibat dalam sektor 
perkhidmatan perlu melakukan tugasan tambahan melebihi dari apa yang telah 
ditetapkan dalam kontrak. Faklor-faktor jangkaan seperti kepuasan bekerja, motivasi, 
pengetahuan berkaitan kerja, sokongan organisasi, dan keadilan organisasi adalah 
sangat perlu difahami kerana kesemua faktor ini akan memberi kesan kepada 
tingkahlaku pekerja apabila melaksanakan perkhidmatan kepada organisasi. Dalam 
kajian ini, data telah dikumpul melalui cara pengedaran borang kaji selidik dan 
sebanyak 254 responden dipilih menggunakan kaedah persampelan secara rawak. 
Hasil analisis korelasi dan analisis regresi menunjukkan bahawa kesemua lima 
pembolehubah mempunyai hubungan yang positif dengan tingkahlaku 
kewarganegaraan organisasi dalam sektor perkhidmatan. Selain daripada itu. 
pengetahuan berkaitan kerja merupakan faktor penentu yang paling kuat dalam 
mempengaruhi tingkahlaku kewarganegraan organisasi dalam sektor perkhidmatan. 
Dengan hal ini, organisasi perlu menitik beratkan faktor-faktor yang berkaitan dengan 
tingkahlaku kewarganegaraan organisasi berasaskan perkhidmatan supaya pekerja 
menjalankan tugas dengan lebih efektif. 
Kata Kunci: Tingkahlaku Kewarganegaraan Organisasi dalam Sektor-perkhidmatan, 
Kepuasan Bekerja, Motivasi, Pengetahuan Berkaitan Kerja. Sokongan Organisasi, 
Keadilan Organisasi 
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CHAPTER ONE 
INTRODUCTION 
1.0 CHAPTER INTRODUCTION 
This chapter will introduce and briefly explain on several parts of this topic. It includes 
the background of the study, problem statement, research question, research objective, 
variable of the study, theoretical frameworks, hypotheses development, significant of 
the study, scope of the study, and definitions of key terms and lastly the organization 
of the study. There are five factors will be study in this topic which is Job Satisfaction, 
Motivation, Job-Related Knowledge, Organizational Support, and Organizational 
Justice. 
l.l BACKGROUD OF THE STUDY 
[n recent year, service-oriented industries have undergone drastic development. In the 
communication industry throughout the world, organizations need to pay attention to 
human resources since they are asset to the company. All company in this industry not 
only faced the problem of developing new product and using environmental resources 
but also problem related to employees. [n service industries, customer contact 
employee is the front-line staff that involves in communication with the customer. 
Service industries that want to offer customer excellent services, their employees need 
to practice their in-role duties in their company and must be willing to give extra efforts 
and beneficiary behaviors in promoting operational performance and maintaining 
organizational image (Podsakoff & MacKenzie, 1997). 
1 
The contents of 
the thesis is for 
internal user 
only 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
RE}'ERENCES 
Agyemang, C. B. (2013). Perceived Organizational Climate and Organizational 
Tenure on Organizational Citizenship Behavior: Empirical Study among 
Ghanaian Banks. European Journal of Business and Management, 65(7), I 32-
142. 
Barbuto JR., J. E., & Story, J. S. (2011). Work Motivation and Organizational 
Citizenship behaviors. Journal of Leadership Studies, 3(1), 23-34. 
Bell, S. J., & Menguc, B. (2002). The Employee-Organization Relationship, 
Organizational Citizenship Behaviors, and Superior Service Quality. Journal 
ofRetailing, 33(/0j, 131-146. 
Bettencourt, LA., & Gwinner, K. P. (2001 ). A Comparison of Altitude, Personality, 
and Knowledge Predictors of Service-Oriented Organizational Citizenship 
Behaviors. Journal of Applied Psychology, 20(2j, 29-41. 
Bienstoek, C. C., DeMoranville, C. W., & Smith, K. R. (2003). Organizational 
Citizenship Behavior and Service Quality. Journal of Service Marketing, 
28(5), 357- 378. 
Brown, T. J., Mowen, J. C., & Donavan, T. (2002). The Customer Orientation of 
Service Workers: Personality Trait Effects on Self and Supervisor Performance 
Ratings. Journal of Marketing Research, 52(3), 110-119. 
97 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Chou, S. Y., & Lopez-Rodriguez, E. (2013). An Empirical Examination of Service-
Oriented Organizational Citizenship Behaviors. Managing Service 
(}uality,l 7(10), 474-494. 
Donavan, D. T., Brown, T. J., & Mowen, J. C. (2004). Internal Benefits of Srvice-
Worker Customer Orientation: Job Satisfaction, Commitment, Organizational 
Citizenship Behavior.Journal of Marketing, 7(4), 128-146. 
Dyne, L V., Graham, J. W., & Dienesch, R. M. (1994). Organizational Citizenship 
Behavior: Construct Redefinition, Measurement, and Validation. Journal of 
the Academy of Management, 9(1), 765-802. 
Dyne, L V., Kossek, E., & Lobel, S. (2007). Less need lo be there; Cross-level Effects 
of Work Practices that Support Work-life Flexibility and Enhance Group 
Processes and Group-level OCB. Journal of Human Relations, 1(4), I 123-
1154. 
Groth, M. (2005). Customer as Good Soldiers: Exaamining Citizenship Behaviors in 
Internet Service Deliveries. Journal o/Management, 7-27. 
Hartline, M. D., Maxham 111, J. G., & Mc.Kee, D. 0. (2000). Corridors oflnfluence in 
the Dissemination of Customer-Oriented Strategy to Customer Contact 
Services Employees. Journal of Marketing, 35(7), 35-50. 
llies, R., Spitzmuller. M., Fulmer, L S., & Johnson, M. D. (2009). Personality and 
Citizenship Behavior: The Mediating Role of Job Satisfaction. Journal of 
Applied Psychology, ll(3/4), 945-959. 
98 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Jahangir, N., Akbar, M. M., & Haq, M. (2004). Organizational Citizenship Behavior: 
Its Nature and Antecedents . Journal University BRAG, 75-85. 
Konovsky, M.A., & Organ, D. W. ( 1996). Dispositional and Contextual Determinants 
of Organizational Citizenship Behavior. Journal of Organizational Behavior, 
10(3), 253-266. 
Kuvaas, B., & Dysvik, A. (2009). Perceived Investments in Employee Development. 
Intrinsic Motivation and Work Performance. Journal of Human Resources 
Management, 25(4), 217-236. 
Lin, J. S.-J., & Lin, S.-C. (2011). Moderating Effect of Organizational Climate on the 
Relationship of Organizational Support and Service-Oriented Organizational 
Citizenship Behaviors. Journal of Business Management, 26(8), 582-595. 
Moorman, R. H., & Blakely, G. L. ( 1995). Individualism-Collectivism as an Individual 
Difference Predictor of Organizational Citizenship Behavior. Journal of 
Organizational Behavior, 22(6), 127-142. 
Moorman, R.H., Niehoff, B. P., & Organ, D. W. (1993). Treating Employees Fairly 
and Organizational Citizenship Behavior: Sorting the Effects of Job 
Satisfaction, Organizational Commitment, and Procedural Justice. Journal of 
Employee Responsibilities and Rights, 3(2), 209-225. 
Payne, S. C., & Webber, S. S. (2006). Effects of Service Provider Attitudes and 
Employment Status on Citizenship Behaviors and Customers' Attitudes and 
Loyalty Behavior. Journal of Applied Psychology, 18(5), 365-378. 
99 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Piercy, N. F., Cravens, D. W., & Vorhies, D. W. (2016). Driving Organizational 
Citizenship Behaviors and Salesperson In-Role Behavior Perfonnnace: The 
Role of Management Control and Perceived Organizational Support. Journal 
of the Academy of Marketing Science, 244-262. 
Piercy, N. F., Cravens, D. W., Lane, N., & Vorhies, D. W. (2016). Driving 
Organizational Berhaviors and Salesperson In-Role Behavior Performance: 
The Role od Management Control and Perceived Organizational Support. 
Journal of the Academy of Marketing Science, 30, 244-262. 
Podsakoff, '-/. P., Podsakotf, P. M., Whiting, S. W., & Blume, B. D. (2009) 
Individual- and Organizational-Level Consequences of Organizational 
Citizenship Behaviors: A Meta-Analysis. Journal of Applied Psychology, 
9(11). 122-141. 
Scheneider, 8., Ehrhart, M. G., Mayer, M. D., Saltz, I. J ., & Niles-Jolly, K. (2005). 
Understanding Organization-Customer Links in Service Settings. Journal of 
the Academy of Management, 19(6), 1017-1032. 
Tang, T.W., & Tang, Y.-Y. (2012). Promoting Service-Oriented Organizational 
Citizenship Behaviors in Hotels: The Role of High-Performance Human 
Resources Practices and Organizational Social Climate. International Journal 
of Hospitality Management, 6(2), 885-895. 
Wu, P.H., & Liao, J.-F. (2016). Service-Oriented Organizational Citizenship 
Behaviors, Perceived Service Quality and Customer Satisfaction in Hospitality 
Industry. Journal of Applied Sciences, 3(3), 18-24. 
100 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Aydogmus, C. (2016). Generation Y Employees: The Role of Psychological 
Empowennent on the Relationship between EMotional Intelligence and 
Interpersonal Citizenship Behaviors. International Journal of Business 
Management and Social Science, I 4(5), 114-128. 
Bellou, V., & Andronikidis, A. (2008). The Impact of Internal Service Quality 
onCustomerService Behavior. International Journal of Quality and Reliability 
Management, I 5(4), 943-954. 
Bove, L. L., Pervan, S. J., Beatty, E. S., & Shiu, E. (2009). Service Worker Role in 
Encouraging Customer Organizational Citizenship Behavior. Journal of 
Business Research, 25(8), 698-705. 
Chiang, C.F., & Hsieh, T.-S. (2012). The Impacts of Perceived Organizational Support 
and Psychological Empowennent on JOb Performance: The Mediating Effects 
of Organizational Citizenship Behavior. International Journal of Hospitality 
lvfanagement, 3(4), 180-190. 
Cropanzano, R., Bowen, D. E., & Gilliland, S. W. (2007). The Management of 
Organizational Justice. Academy of lvfnagement Perspective, 34-48. 
Iqbal, H. K., Aziz, U., & Tasawar, A. (2012). Impact of Organizational Justice on 
Organizational Citizenship Behavior: An Empirical Evidence in Pakistan. 
World Applied Science Journal, 6(2), 1348-1354. 
Jung. H. S., & Yoon , H. H. (20 I 2). The Effects of Emotional Intelligence on 
Counterproductive Work Behaviors and Organizational Citizen Behaviors 
101 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
among Food and Beverage Employees in a Deluxe Hotel. International 
Journal of Hospitality Management, 9(2), 369-378. 
Mesbahi, M.(2017). Mediator Role of Social Capital and Organizational Commitment 
in the Relation of Service-oriented Motivation and Organizational Citizenship 
Behavior. World Scien/ific News, 27(2). 54-68. 
Najafi, S., Azar, H.K., Nazari-Shirkouhi, S., & Dalvand, M. N. (2011). Investigating 
the Relationship between Organizational Justice, Psychological 
Empowerment, Job Satisfaction, Organizational Commitment, and 
Organizational Citizenship Behavior: An Empirical Model. Journal of 
Business Management, 24(/), 5241-5248. 
Nasurdin, A. M., Ahmad, N. H., & Tan, C. L. (2015). Cultivating Service-oriented 
Citizenship Behavior among Hotel Employees: The Instrumental Roles of 
Training and Compensation. Springer, 9(2), 343-360. 
S., H., H., W., T., P., & B., R. (2017). The Development of Service Quality Model as 
a Criterion in Selecting the Banks in Indonesia. Polish Journal of Management 
Studies, 34(4), 82 - 92. 
Schneider, B., Ehrhart, M. G., Mayer, D. M., Saltz, J. L., & Niles-Jolly, K. (2017). 
Understanding Organization-Customer Links in Service Settings. Academy of 
Management Journal, 38(2), 1017-1032. 
Shanna, J. P., Bajpai, N., & Holani , U. (2011 ). Organizational Citizenship Behavior 
in Public and Private Sector and its Impact on Job Satisfaction ; A Comparative 
Study in Indian Perspective. International Journal of Business and 
Management, 23(5), 67-75. 
102 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
, 
Sunaryo, S., & Suyono, J. (2013). A Test of Model of the Relationship between Public 
Service Motivation, Job Satisfaction, and Organizational Citizenship Behavior. 
lnlegralive Business and Economics, 3&4-398. 
Yaghoubi, N.-M., Salehi, M., & Moloudi, J. (2011). Improving Service Quality by 
Using Organizational Citizenship Behavior: Iranian Evidence. Iranian Journal 
of Mnagement Studies, 79-97. 
Yulianti, P. (2014). Building Organizational Citizenship Behavior with Creative 
Organizational Climate Support: A Conceptual Framework in Higher 
Education. International Research Journal, 98-106. 
Bambale, A. J. (2011). Marketing and Organizational Citizenship Behavior: Review 
of Literature. Business Journal, 1-9. 
Bettencourt, LA., Gwinner, K. P., & Meuler, M. L (200 I). A Comparison of Attitude. 
Personality, and Knowledge Predictors of Service-Orieneted Organizational 
Citizenship Behaviors. Journal ofApplied Psychology, 8(9), 29-41 
Groth, M. (2005). Customers as Good Soldiers: Examining Citizenship Behaviors in 
Internet Service Deliveries. JOurnal of Management, 7-27. 
103 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Hennig-Thurau, T. (2004). Customer Orientation of Service Employees: Its Impact on 
Customer Satisfaction, Commitment, and Retention. International Journal of 
Service Industry Management, 3(12), 460-478. 
Ibrahim, M. A., & Aslinda. (2014). The Effect of Motivation on Organizational 
Citizenship Behavior at Telekom Indonesia in Makassar. International Journal 
of Administrative Science and Organization, I 7(4), 114-120. 
Cortina, J. M. (1993). What is Coefficient Alpha? An Examination of Theory and 
Applications. Journal ofApplied Psychology, 7, 98-104. 
Cook, K. S., & Rice, E. (2006). Social Exchange Theory. Research Gate, 53-55. 
Jiang, J. Y., Sun, L.-Y., & Law, S. K. (201 I). Job Satisfaction and Organization 
Structure as Moderators of the Effects of Empowerments on Organizational 
Citizenship Behavior: A Self-Consistency and Social Exchange Theory. 
International Journal of Management, 21 (8), 675-693. 
Snape, E., & Redman, T. (20 I 0). HRM Practices. Organizational Citizenship 
Behaviour, and Performances: A Multi-Level Analysis. Journal of 
Management Studies, 9, 1219-1242. 
104 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
Payne, S. C., & Webber, S. S. (2006). Effeets of Service Provider Attitudes and 
Employment Status on Citizenship Behaviors and Customers' Attitudes and 
Loyalrt Behavior. Journal of Applied Psychology, 7(6), 365-378. 
Yi, Y., & Gong, T. (2006). The Antecedents and Consequences of Service Customer 
Citizenship and Badness Behavior. Seoul Journal of Business, 145-169. 
105 

































